DMH Satisfaction Survey Results
Family Satisfaction - 2000

Division of Alcohol and Drug Abuse/ Division of Comprehensive
Psychiatric Services/Division of Mental Retardation &
Developmental Disabilities - Family Member Satisfaction

Demographics of Family Member

Receiving Services

Person completing form provided demographics of their family member receiving services.

Total Survey
Returns ¢

Total ADA
Family Forms

Total CPS
Family Forms

Total MRDD
Family Forms

Male

56.9%

58.3%

58.0%

55.3%

Female

43.1%

41.7%

42.0%

44.7%

White

84.4%

82.8%

81.9%

87.8%

Black

11.3%

11.8%

13.5%

8.8%

Hispanic

1.3%

2.7%

1.9%

0%

Native American

0.6%

0.5%

0.6%

0.6%

Pacific Islander

0%

0%

0%

0%

Other

2.4%

2.3%

2.8%

0-17
18-49
50+

49.1%
42.5%
8.4%

62.0%
35.3%
2.7%

31.4%
57.3%
11.3%

® The percents represents the demographics from the survey returns.
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Sample Size

Information is based on nhumber of returned forms
and number of people served according to DMH billing records.

Number of
Forms Sent

Number of Forms
Returned

Percent of Forms
Sent Returned

Total Family Members 11507

1299

11.3%

Total ADA Family Members 2758

232

8.4%

Total CPS Family Members 6942

532

77%

Total MRDD Family Members 1807

Is Your Family Member's Life Better

535

29.6%

One question on the family member survey addressed the issue of whether or not their family member's life
has improved because of the services received. The following table shows the results of this question.

Is your family member's life "better" now
than before s/he began receiving services?

Yes

No

Unsure

Total ADA/CPS/MRDD Family

897
(78.3%) (5.5%)

63

185
(16.2%)

Total ADA Family

180
(83.7%) (3.3%)

7

28
(13.0%)

Total CPS Family

346
(77.6%) (4.5%)

20

80
(17.9%)

Total MRDD Family

371
(76.7%) (7.4%)

36

77
(15.9%)

Section IV - ADA/CPS/MRDD Family

Page 2



Overall Satisfaction with Services

1
Total Family Forms Total ADA Family Total CPS Family Total MRDD Family

ONot at all satisfied/Not satisfied OOK [ Satisfied/Very Satisfied

Program Satisfaction: Percent of responses to the question "How satisfied are you with the services you receive?”

Some of the key findings were:

Overall, 81.9% of families served by the Division of Alcohol and Drug Abuse (ADA), the
Division of Comprehensive Psychiatric Services (CPS), and the Division of Mental Retardation
and Developmental Disabilities (MRDD) were "satisfied" or "very satisfied" with their services.

The satisfaction ratings for the Division of Alcohol and Drug Abuse (89.2%) were higher than
the ratings for the Division of Comprehensive Psychiatric Services (84.9%) and the Division of
Mental Retardation and Developmental Disabilities (75.8%).
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Satisfaction with Services

How satisfied are you . . .

Total Family
Survey Returns

Total Family
ADA

Total Family
CPS

Total Family
MRDD

with the staff who serve your family member?

434
(1196)

4.39
(223)

4.45
(509)

4.20
(464)

with how much your family member’s staff
know about how to get things done?

419
(1201)

4.28
(218)

4.30
(504)

4.03
(479)

with how your family member's staff keep
things about his/her life confidential?

4.44
(1197)

453
(219)

4.49
(503)

433
(475)

that your family member's treatment plan has

what he/she wants in it?

419
(1192)

4.26
(224)

4.22
(500)

4.13
(468)

that your family member's treatment plan is
being followed by those who assist him/her?

424
(1200)

438
(223)

4.35
(498)

4.06
(479)

that the agency staff respect your family
member’'s ethnic and cultural background?

4.46
(1121)

4.48
(215)

4.50
(485)

4.41
(421)

with the services that your family member
receives?

426
(1225)

4.42
(223)

4.37
(503)

4.07
(499)

that services are provided for your family
member in a timely manner?

417
(1135)

4.40
(129)

4.32
(507)

3.95
(499)

with your family member's case manager?

425
(494)

425
(494)

that the staff treats your family member
with respect, courtesy, caring and kindness?

4.31
97)

that the environment is clean and
comfortable?

437
97)

with opportunities for exercise and
relaxation?

4.02
(93)

that the meals are good, nutritious and in
ufficient amounts?

4.01
(92)

with the childcare provided by the agency?

4.00
©)

The first number represents a mean rating.

Scale: 1=Not at all satisfied . .. 5=Very satisfied.

The MR/DD ratings were only 3 points.

Scale: 1=Not satisfied, 3=Unsure, 5=Very satisfied.
The number in parentheses represents the number responding to this item.

Some of the key findings were:

+  Overall families whose members are served by the Division of Alcohol and Drug Abuse, the
Division of Comprehensive Psychiatric Services or Division of Mental Retardation and
Developmental Disabilities were satisfied with the services they received. All ratings were
at least a 4.00 (“satisfied").

. Statewide, the item family members were the most satisfied with was that the agency
staff respected their family member's ethnic and cultural background (mean of 4.46). The
lowest satisfaction was with the childcare provided (mean of 4.00).

o The families whose members were served by the Division of Alcohol and Drug Abuse were
most satisfied with the services received.
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Satisfaction with Quality of Life

Total Survey Total ADA Total CPS Total MRDD
Returns Family Forms Family Forms Family Forms
with how your family member spends 3.76 3.88 3.56 3.89
his/her day? (1191) (223) (464) (504)
4.25 4.13 4.12 4.43
(1175) (219) (461) (495)
with the amount of choices your 3.78 3.95 3.73 3.75
family member has in his/her life? (1166) (222) (463) (481)
with the opportunities/ chances your 3.68 3.93 3.60 3.65
family member has to make friends? (1171) (225) (463) (483)
with your family member’s general 4.07 4.16 4.02 4.08
health care? (1175) (219) (465) (491)
with what your family member does 3.60 3.87 3.44 3.64
during his/her free time? (1172) (222) (463) (487)
with the opportunities your family
member has had during the last year 3.83 3.83
to do something that he/she is proud (460) (460)
of?
How safe do you feel ...
our family member is in his/her 4.36 4.36
facility? 97) (97)
your family member is in his/her 4.43 4.32
home/agency? (1191) (224)
your family member is in his/her 4.19 4.13
neighborhood? (1173) (224)

How satisfied are you ...

with where your family member lives?

The first number represents a mean rating.
Scale: (How satisfied are you..): 1=Not at all satisfied ... 5=Very satisfied.
Scale: (How safe do you feel..): 1=Not at all safe . . . 5=Very safe.

The MR/DD ratings were only 3 points.
Scale: 1=Not satisfied, 3=Unsure, 5=Very satisfied.

The second number represents the number responding to this item.

Some of the key findings were:
+  The quadlity of life ratings were significantly below the ratings related to quality of services.
+  The highest rating, overall, was with safety in the home (mean of 4.43).

+  The lowest rating, overall, was with what the consumer did in his/her free time (mean of
3.60).
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